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DETAILED ACTION 

1 . The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior office action. 

2. Applicant's amendment filed 7/20/06 has been entered. Claim 1 has been 
amended. No claims have been cancelled. No claims have been added. Claims 1 and 
3-29 are still pending in this application, with claims 1,16, 27, and 28 being 
independent. 

Claim Rejections - 35 USC § 103 

3. Claims 1 and 3-29 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Bateman et al. (U.S. Patent 5,884,032) in view of Wolff et al. (U.S. Patent 
5,327,486). 

Regarding claim 1, Bateman et al. teach a customer service response system 
(CSRS) (Fig. 1 , 24) capable of responding to an incoming call from a calling party (Fig. 
1, 8) by playing a message to the calling party (col. 9, lines 33-35 - where Bateman 
discussed IVR play greeting message to calling party); a graphical user interface (Fig. 1 , 
workstation 18; col. 5, lines 26-27) electrically coupled to the CSRS and configured to 
received and display information from the CSRS originates from the calling party (col. 8, 
lines 62-65; col. 9, lines 10-12; col. 5, lines 35-36; col. 6, lines 25-27 and lines 31-32 - 
where Bateman discussed computer 18 capable of supporting a graphical browser that 
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coupled to the call center 24 ("CSRS") which handles request originates from customers 
("calling party")). 

Bateman et al. do not specifically teach via a soft-key or graphical button of the 
GUI is configured to selective initiate another message being sent from the CSRS to the 
calling party. 

However, since customers and agents can communicate using e-mail (col. 7, 
lines 16-20), it would have been obvious that an agent from the ACD may easily initiate 
another message and click the send button to send to the calling party. This feature is 
notoriously well known in the art of ACDs. The feature of using a soft-key or graphical 
button on the GUI to initiate a message being sent from the CSRS to the calling party is 
taught by Wolff (abstract; col. 4, line 55 through col. 5, line 12). 

Regarding claims 3-4 and 17-19, Bateman et al. teach the GUI displays 
messages from the CSRS to the calling party and at least one of a plurality of messages 
is customizable (col. 9, lines 33-35). For example, the IVR greets caller by playing 
"good morning", "please hold for the next available agent", or "if you would like a call 
back, please leave a call back number and best time to call". Wolff et al. teaches 
displaying messages from the CSRS to the calling party and at least one of a plurality of 
messages is customizable (col. 4, lines 55-60). 

Regarding claims 5 and 6 Wolff et al. teach the CSRS includes a voice 
recognition program that is capable of converting voice signals in text messages (col. 9, 
lines 5-22) and text messages into voice signal (col. 5, lines 4-6). 
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Regarding claims 7 and 22, Bateman et al. do not teach the GUI provides an 
option for bypassing the CSRS. It would have been obvious to one of ordinary skill in 
the art to give customer/caller the option to bypass the CSRS to a regular telephone in 
case the caller does not wish to communicate with the agent via an interactive graphical 
display device. 

Regarding claim 8, Bateman et al. teach the CSRS is an adjunct to a telephone 
(Fig. 1). 

Regarding claims 9 and 23, Bateman et al. teach the CSRS is capable of 
responding and playing a message to a plurality of incoming calls from calling parties 
(col. 9, lines 33-48). 

Regarding claims 10-13, 20, 21, and 24 Bateman et al. teach the CSRS is 
configured to receive voice, text, and multimedia messages (col. 10, lines 31-37). 

Regarding claims 14 and 25, Bateman et al. teach the CSRS is capable of 
accessing a remote computer system (Fig. 10, customer site 210 is remote from agent 
site). 

Regarding claims 15 and 26, it would have been obvious that after receive calling 
party's information, an agent realizes that he or she should transfer the calling party to 
another agent with specific skills that could be better serve the customer, then this 
agent transfer the calling party to the skilled agent. This feature is notoriously well 
known in the art of ACDs and the advantage of using it is also well known and taught by 
Wolff (Fig. 2, 29 & 31). 
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Claim 16 is rejected for the same reasons as discussed above with respect to 
claim 1. 

Claim 27 is rejected for the same reasons as discussed above with respect to 
claim 1 . Furthermore, Bateman et al. teach the call system response means for 
receiving information from a plurality of telephone calls (Fig. 9, plurality of customers). 

Claim 28 is rejected for the same reasons as discussed above with respect to 
claims 1 and 5. 

Regarding claim 29, Wolff et al. teach the GUI means, configured to display a 
plurality of messages, each selectable by a graphical button or a soft-key sent from the 
CSR to the calling party (col. 5, lines 1-12; col. 6, lines 6-31). 

Response to Arguments 

4. Applicant's arguments filed 7/20/06 have been fully considered but they are not 
persuasive. 

Applicant mainly argues that Bateman does not teach a GUI that is electrically 
coupled to the CSRS and configured to receive and display information from the CSRS 
originates from the calling party (remarks, page 8). Examiner respectfully disagrees. 
Bateman teaches a graphical user interface (Fig. 1, workstation 18; col. 5, lines 26-27) 
electrically coupled to the CSRS and configured to receive and display information from 
the CSRS originates from the calling party (col. 5, lines 35-36; col. 6, lines 25-27 and 
lines 31-32 - where Bateman discussed computer 18 capable of supporting a graphical 
browser that coupled to the call center 24 ("CSRS") which handles request originates 
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from customers ("calling party")). Applicant further argues that instead, Bateman 
teaches a method of managing the integration or connection of customers using various 
services (WWW servers, voice-mail, interactive voice response ("IVE"), email, etc.) to 
an automatic call distribution call center agent; a multimedia message manager that 
allows the agent or supervisor to scan large volumes of voice-meal messages, email 
messages, WWW form request... This is irrelevant. 

Applicant argues that Wolffs system obtains calling party information from its 
own databases rather than obtaining from the calling party; and having a GUI is 
configured to selective initiate another message being sent from the CSRS to the calling 
party (remarks, page 9). Examiner respectfully disagrees. As discussed above with 
respect to the Bateman reference, Examiner relies on Bateman that teaches teach a 
GUI that is electrically coupled to the CSRS and configured to receive and display 
information from the CSRS originates from the calling party. The secondary reference 
Wolff teaches another message being sent to the calling party (see the last two lines of 
abstract; col. 5, lines 1-2). 

Applicant argues that there is no motivation to combine Bateman and Wolff 
(remarks, page 10). Examiner respectfully disagrees. Bateman belongs to class 379 
(Telephonic Communications), subclass 265.02, 265.09, 266.01, and 309. Wolff also 
belongs to class 379, subclass 93.23. As discussed above, the combination of the two 
references teach the claims invention. 



Conclusion 
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5. THIS ACTION IS MADE FINAL. Applicant is reminded of the extension of time 
policy as set forth in 37 CFR 1 .136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1.136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the mailing date of this final action. 

6. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Quynh H. Nguyen whose telephone number is 571-272- 
7489. The examiner can normally be reached on Monday - Thursday from 6:30 A.M. to 
5:00 P.M. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Wing Chan, can be reached on 571-272-7493. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
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For more information about the PAIR system, see http://pair-direct.uspto.gov . Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 



qhn 

Quynn H. Nguyen 
October 12, 2006 



